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I REAL PARTY IN INTEREST (37 C.F.R. §41.37(c)(1)(i)) 

The real party in interest in this appeal is the workplace HELPLINE. 

II RELATED APPEALS AND INTERFERENCES (37 C.F.R. §41.37(c)(1)(ii)) 

There are no other appeals or interferences that will directly affect, or be directly affected 
by, or have a bearing on the Board's decision in the pending appeal 
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Ill STATUS OF CLAIMS (37 C.F.R. §41.37(c)(1)(iii)) 

A. TOTAL NUMBER OF CLAIMS IN APPLICATION 

Claims in the application are: 1-56 

B. STATUS OF ALL THE CLAIMS IN APPLICATION 

1. Claims pending: 1-3, 6-19, 22-35, 38, 40-45 and 48-56 

2. Claims canceled: 4, 5, 20, 21, 36, 37, 39, 46 and 47 

3. Claims withdrawn from consideration, but not canceled: none 

4. Claims allowed: none 

5. Claims rejected: 1-3, 6-19, 22-35, 38, 40-45 and 48-56 

C. CLAIMS ON APPEAL 

The claims on appeal are: 1-3, 6-19, 22-35, 38, 40-45 and 48-56 

IV STATUS OF AMENDMENTS (37 C.F.R. §41.37(c)(1)(iv)) 

An amendment after final rejection was filed on September 8, 2006 in order to overcome 
a rejection of claims 1, 17, 33 and 48 under 35 U.S.C. 112, second paragraph, for lack of 
antecedent bases. This amendment was entered and the rejection of claims 1, 17, 33 and 48 
under 35 U.S.C. 1 12, second paragraph, was withdrawn. 

V SUMMARY OF CLAIMED SUBJECT MATTER (37 C.F.R. §41.37(c)(1)(v)) 

The present invention relates to the provision of workplace services and products to an 
organization (called a "client") by a three part system comprising proactive workplace resource 
office personnel (page 6, lines 16-20, Figure 1, 110) who, when initially contacted by the 
organization (page 14, lines 12-19, Figure 6, step 604), gather background information unique 
and specific to users in that organization (page 14, lines 20-24, Figure 6, step 606), a 
knowledge management database (page 6, lines 23-26, described in detail at page 7, line 17- 
page 1 1 , line 1 9 with reference to Figures 2 and 3), that is populated by the workplace resource 
office personnel (who initially contacted the organization to gather background information) with 
the user organization's unique and specific background information before users in the 
organization contact the specialists (page 6, lines 22-26) and specialist(s) that answer the user's 
unique and specific workplace questions based on information from the knowledge 
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management database that was initially populated by the workplace resource office personnel 
(page 6, line 27 - page 7, line 5). 

One of the goals of this system is to establish, as soon as possible, a direct relationship 
(1 06) between a user in an organization (1 00) who has a unique and specific question for which 
a unique and specific answer is required and a specialist, or an expert (1 12), who has specific 
expertise in the appropriate area in order to provide such an answer (page 6, lines 8-15). 
Another goal is to reduce, for both the user and the specialist, the time that is needed to obtain 
background information required to answer a specific question (page 11, line 20 - page 13, line 
9, Figures 4 and 5). The result is a reduction in the cost of providing specialist services and a 
commensurate reduction in the liability of the organization. 

The first goal is accomplished by workplace resource office personnel who work with the 
organization, including both the users and their management, to gather as much unique 
background information on the organization as possible before any users try to contact the 
specialists who will answer their specific questions (page 3, lines 22-26; page 14, lines 20-24, 
Figure 6, step 606). The workplace resource office personnel, use the information that is 
gathered and information provided by the users to provide contact information for a specialist, 
such as a telephone number or a web address, to each user before any questions arise (page 
6, lines 16-22). The contact information enables that user to immediately and directly contact 
the specialist when a specific question based on a situation that is unique to a user arises. This 
arrangement allows the user to bypass the usual call center, automated directory and generic, 
not specific, FAQ processes of prior help desks and customer relationship management 
systems. The direct user-specialist relationship is important because it relieves the user from 
having to "cold call" a help desk, provide some background information to the call desk 
attendant, and then keep providing more information to each level of the help organization 
before an actual specialist is finally reached. This process is generally so daunting that many 
users simply do not undertake it. Further, the user does not have to rely on generic answers to 
FAQs that may, or may not, answer the user's specific question and may unwittingly expose the 
organization to potential liability. Finally, a direct user-specialist relationship is also important in 
many areas, such as where legal advice is given by an attorney who is the specialist, in order to 
preserve the attorney-client privilege attendant for the answers given by the attorney. 

The second goal is also accomplished by workplace resource office personnel who 
proactively reach out to an organization and load background information that they have 
collected "pre-contact" from the organization and its users into a common database, which is 
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accessible by the specialist (page 6, lines 23-26). This information could include, for example, 
the current size of the organization (number of employees or revenue) , the city, state or country 
of the organization, the industry or area in which the organization operates and regulatory 
changes at the city, state or federal level. Therefore, at the time that contact is actually made 
between a user who is making a contact and a specialist, the specialist has access to the 
information previously added to the database and does not need to spend time eliciting this 
information from the user during the actual contact. In addition, necessary information may be 
available to the specialist in the database, which information the user does not know or may be 
unable to obtain. This prevents the user from having to terminate the contact and, if possible, 
obtain the necessary information and then re-establish the contact. In addition, the knowledge 
database can include all prior specific questions asked and answers given, thereby assisting the 
specialist in providing an answer. 

VI GROUNDS OF REJECTION TO BE REVIEWED ON APPEAL (37 C.F.R. 41.37 (c)(1)(vi)) 

A. Whether claims 1-3, 6-14, 17-19, 22-30, 33-35, 38, 40-45, 48-51 and 53-56 are 
patentable under 35 U.S.C. §1 03(a) over U.S. Patent Publication No. 
2002/0123983 (Riley) in view of U.S. Patent No. 5,884,032 (Bateman). 

B. Whether claims 15-16, 31-32 and 52 are patentable under 35 U.S.C. §103(a) 
over U.S. Patent Publication No. 2002/0123983 (Riley) in view of U.S. Patent No. 
5,884,032 (Bateman) and further in view of U.S. Patent No. 6,799,198 (Huboi). 

VII ARGUMENT (37 C.F.R. §41.37(c)(1)(vii)) 

1A. Prima facie obviousness has not been established because the 
combination of Riley and Bateman does not teach or suggest the 
structure recited in claims 1-3, 6-14, 17-19, 22-30, 33-35, 38, 40-45, 48- 
51 and 53-56. 

Obviousness is a legal conclusion based on factual evidence. Graham v. John 
Deere Co. 383 US 1, 148 USPQ 459 (1966). To establish the prima facie obviousness 
of a claimed invention, all of the claim limitations must be taught or suggested by the 
prior art. In re Rovka , 490 F.2d 981 , 1 80 USPQ 580 (CCPA 1 970). 
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The Riley reference discloses a conventional service desk. This desk operates with a 
five step method that is described in the Riley specification at paragraphs [0018] and [0094] in 
connection with Figure 4. There it is disclosed that the operation of the Riley service desk 
comprises reactively receiving a request for service, logging the request, categorizing the 
request, assigning the request and resolving the request. It is clear that, before a user receives 
service, a request must arrive at the service desk, be categorized before being assigned to 
service desk personnel and finally assigned to the service desk personnel. In particular, Riley 
contemplates a tiered processing arrangement in which a service desk operator, called "Tier 1 
personnel", receives a request for service and attempts to resolve the problem. If the service 
desk operator cannot resolve the problem, then the request is assigned to another person who 
attempts to resolve the problem using the service desk knowledge repository or other 
resources. This type of operation is exactly what the present invention tries to avoid; 

Therefore, Riley discloses no proactive workplace resource office personnel who 
proactively gather background information and no knowledge management database that is 
proactively populated before users contact the persons who will resolve their problems. As will 
be discussed below with respect to the claims, the Riley system is a reactive system that is not 
designed to establish, as soon as possible, a direct relationship between a user who has a 
specific question for which an answer is required and a specialist who has specific expertise in 
the appropriate area in order to provide an answer. Rather, it is designed to steer a user first to 
an automated response system (see Riley paragraphs [0103] and [0104]), then to a service 
desk operator (Tier 1 person, see Riley paragraphs [0105] and [0106]). At this point customer 
information is obtained from the customer or verified (see Riley paragraphs [0107] - [0109] and 
[0136]). If the service desk operator cannot resolve the problem, then the request is categorized 
and assigned to another person ( Riley paragraph [0136]). If that person cannot handle the 
request, the request is further escalated up the service desk hierarchy to additional persons 
(see Riley , paragraphs [0142]-[0143]). 

The Bateman reference has been discussed in detail in previous responses. It also 
discloses a traditional call center system run by an organization and is also a reactive system. 
The emphasis in these systems is on self-service as noted in the Bateman abstract, not on a 
proactive system where workplace resources personnel first reach out to the customer or user 
before a problem or situation at the user's workplace occurs. In the present invention, once the 
problem or situation occurs, the customer or user is immediately connected to a specialist to 
answer their unique and specific question using the database that has been pre-populated with 
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their specific and unique information. In the Bateman system, a customer generally calls the 
call center and is greeted by an automated system which attempts to answer any questions that 
the customer might have. However, since this response is generic and not specific, it may not 
apply to the user's situation or be incorrect. However, the user may not know that this is the 
case and act on the advice assuming that it is correct. Thus, the organization may be exposed 
to liability. 

According to Bateman , if this automated response does not satisfy the customer, then 
the customer can request to be referred to a "live" person. The call is queued and a live 
operator is selected via an automatic call distributor (ACD) that makes a return call to the 
customer. The customer's telephone number is used to access a database and retrieve 
customer records. The operator can view any web pages that the customer might have been 
viewing when the help request is made. Similar to the Riley disclosure, Bateman does not 
disclose workplace resource office personnel who proactively gather background information, 
nor does it disclose a knowledge management database that is populated before users contact 
the persons who will resolve their problems. Bateman is not designed to establish, as soon as 
possible, a direct relationship between a user who has a specific question for which an answer 
is required and a specialist who has specific expertise in the appropriate area in order to provide 
an answer, such as providing legal advice thereby creating an attorney/client privilege. 

Thus, the combination of Riley with Bateman does not disclose or suggest the claimed 
invention since neither reference discloses the invention. In particular, claim 1 recites, in lines 
5-15, "...using personnel in a workplace resources office ... to obtain background information for 
the plurality of users and the organization ... creating a database in the computer system 
memory ... connecting the workplace resources office to the ... the database ... in order to store 
the background information for the plurality of users and the organization obtained by the 
workplace resources office in the database before a user contacts a specialist ... the specialist 
receives user identifying information from that user, uses the received identifying information to 
access and retrieve user background information for that user from the database ..." 

The examiner points to Riley paragraphs [0059]-[0062] and [0068] as disclosing the step 
of contacting a plurality of users to obtain user background and organization information. 
However, this section of Riley discloses that a service desk designer can determine user 
requirements in order to design the service desk. Unlike the invention, it is clear that these user 
requirements are not stored in a database and then later retrieved by the specialist in order to 
respond to a user question as recited in claim 1. 
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The examiner further asserts that Riley paragraphs [0097] and [0098] disclose that 
before one of the plurality of users attempts to obtain specific assistance with any issue unique 
to their workplace and based on the background information, the workplace resources office 
provides to that user contact information which allows that user to immediately and directly 
contact a specialist with expertise specific to their unique workplace issues. However, at that 
location Riley discloses that the user is only provided with contact information to enable the user 
to contact the service desk and the service desk operator, not the specialist who will ultimately 
provide assistance. Bateman discloses the same scenario. Thus, the combination of Riley and 
Bateman does not disclose this claimed feature. 

Claims 17, 33 and 48 contain limitations that parallel those in claim 1 and distinguish 
over the cited combination of references in the same manner as claim 1 . Claims 2-3, 6-1 6, 40- 
41 and 53 are dependent, either directly or indirectly, on claim 1 and incorporate the limitations 
thereof. Therefore, they distinguish over the cited combination of references in the same 
manner as claim 1. 

Claims 18-19, 22-32, 42-43 and 54 are dependent, either directly or indirectly, on claim 
17 and incorporate the limitations thereof. Therefore, they distinguish over the cited 
combination of references in the same manner as claim 17. Similarly, claims 34-35, 38, 44, 45 
and 55 are dependent upon, either directly or indirectly, on amended claim 33 and incorporate 
the limitations thereof. Therefore, they also distinguish over the cited references in the same 
manner as amended claim 33. Claims 49-52 and 56 are dependent, either directly or indirectly, 
on claim 48 and incorporate the limitations thereof. Therefore, they also distinguish over the 
cited references in the same manner as amended claim 48. 

A total of 96 references have been cited in this application of which 1 1 have been 
applied against the claims. Official notice has been taken of numerous steps and elements. 
There have been four office actions and personal interview. However, with all of these citations, 
official notices and office actions, although different combinations of references have been 
applied against the claims, the same service and help desk literature is being applied against 
the claims. When a response is filed, a different combination of literature is presented, but there 
is no advance in the prosecution because the references are essentially cumulative. 

Applicant believes that many additional references showing help and service desks can 
be obtained so that a continuous stream of rejections can be made, thereby prolonging the 
prosecution and the expense to applicant. However, applicant believes that these references 
will merely be cumulative to those already cited. At some point a decision must be made 
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whether an invention is present or not. Applicant believes that this time is now and respectfully 
requests review of the current rejection and advancement of the application to issue. 
Otherwise, this prosecution will amount to prosecution by attrition. 

1B. Prima facie obviousness is rebutted by the commercial success of 
the invention. 

Evidence arising out of the so-called 'secondary considerations' must always, when 
present, be considered en route to a determination of obviousness. Stratoflex, Inc. v. Aeroquip 
Corp. , 713 F. 2d 1530, 1538, 218 USPQ 871, 879 (Fed. Cir. 1983). Secondary considerations 
as commercial success, long felt but unsolved needs, failure of others, etc., might be utilized to 
give light to the circumstances surrounding the origin of the subject matter sought to be 
patented. As indicia of obviousness or nonobviousness, these inquiries may have relevancy. 
Graham v. John Deere Co. 383 US 1, 18; 148 USPQ 459, 467. 

At a personal interview held at the U.S. Patent and Trademark Office on August 8, 2005, 
evidence of commercial success was presented by applicant and applicant's attorney in the 
form a slide presentation. Printouts of this presentation were subsequently submitted with a 
supplemental response filed on October 31, 2005 and are attached hereto in section IX. This 
evidence indicates that, to date, no financial services companies other than applicant use the 
key elements of the inventive approach. Instead, others just provide a toll-free number and/or 
web content. The result is that applicant's system has significantly higher utilization. One study 
presented in the evidence indicated that cumulative utilization (measured in terms of how many 
users who were contacted by workplace resource office personnel using the inventive method 
actually contacted a specialist) for a system using the inventive method and apparatus is 89% 
versus an industry standard using conventional methods and apparatus of 3%. Another study 
was conducted where two parallel programs were operated, one using the inventive method and 
apparatus for 2,500 users, the other using just a hotline for 7,500 users. There were 275% 
more contacts with specialists from less than 10% of the areas using the inventive method and 
apparatus than from the remaining 90% of the areas served just by a toll free number. 

In one illustrative industry, the insurance industry, the higher utilization translated to a 
50% reduction in loss costs. This reduction was calculated by using seven years of actual 
claims data from a client, comparing the claims data to actual call data and then correlating the 
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calls to the claims by examining the actual claim issues, the reported year and the actual issues 
discussed during the calls. This loss cost reduction is achieved because the inventive method 
and apparatus efficiently allows a small group of specialists to service a large group of clients 
resulting in an effective cost of about $250 per user per year of legal costs compared to many 
thousands of dollars that would be required under competing technologies. 

The result is that applicant has grown, using only the inventive method and apparatus, 
starting from no clients in the spring of 1 998, to over 7500 clients as of the end of 2006. 

2. Prima facie obviousness has not been established because the 

combination of Riley, Bateman and Huboi does not teach or suggest 
the structure recited in claims 15-16, 31-32 and 52. 

The Huboi reference discloses a customizable help system in which a set of help 
files on a help server are used to generate web server help screens. A network 
discovery device is used to determine the type of device or service for which a user is 
requesting help and to discover further information concerning the user. Based on 
information from the network discovery device, the help server displays either default 
help screens or help screens that have been customized by a system administrator. 
The customized screens which include help on only features and devices that the user 
actually possesses. This operation is disclosed in detail with reference to Huboi Figure 
4 and the accompanying text at column 11, line 51 to column 14, line 27. 

First, claims 1 5-1 6, 31 -32 and 52 are dependent on claims 1,17 and 48, 
respectively, and incorporate the limitations thereof. As discussed above, these latter 
claims recite the inventive three-part system. Also, as discussed above, the 
combination of Riley and Bateman does not disclose or suggest the invention as recited 
in claims 1,17 and 48. Adding Huboi to this combination does not change this result 
since Huboi does not disclose users contacting specialists at all, but is only directed to a 
help system that does not use workplace resource office personnel or specialists. 

Second, Huboi does not disclose generating "templated" web sites as recited in 
claims 15-16, 31-32 and 52. Templated web sites are discussed in the instant 
specification at page 15, lines 1-10 and involve content being sent from a workplace 
resources office to a site and loaded directly into selected areas of an existing web site. 
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This mechanism allows the site to maintain its appearance while still allowing the site 
content to change. In Huboi , an entire web server page is dynamically constructed from 
either a default file or custom file composed by an administrator. There is no teaching 
of suggestion in Huboi that variable content should be loaded into pre-selected sections 
of an existing web site. Consequently, the Huboi system would require that custom files 
be maintained for each custom web site. Thus, claims 15-16, 31-32 and 52 distinguish 
over the combination of Riley , Bateman and Huboi for this reason also. 

Respectfully submitted 

/paul e. kudirka/ Date: 2006-12-21 

Paul E. Kudirka 

LAW OFFICES OF PAUL E. KUDIRKA 

Customer Number 64967 

Tel: (617) 357-0010 Fax: (617) 357-0035 
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VIII APPENDIX OF CLAIMS (37 C.F.R. §41.37(c)(1)(viii) 

The text of the claims involved in the appeal is: 



1 1. 


A method for managing workplace services provided by specialists to a plurality of users 


2 


who are members of an organization by means of a computer system having a memory 


3 


and connected to a network, the method comprising: 


4 


(a) 


upon a request from the organization, using personnel in a workplace resources 


5 
6 




office who are familiar with the workplace services, but are not the specialists to 
contact the plurality of users and to obtain background information for the 


7 




plurality of users and the organization; 


8 
9 


(b) 


creating a database in the computer system memory, the database containing, 
for each of the plurality of users, user background information and user 


10 




identifying information unique and specific to each user; 


1 1 


(c) 


connecting the workplace resources office to the computer system and the 


12 




database via the network in order to store the background information for the 


13 




plurality of users and the organization obtained by the workplace resources office 


14 




in the database before a user contacts a specialist; 


15 


(d) 


before one of the plurality of users attempts to obtain specific assistance with any 


16 




issue unique to their workplace and based on the background information, 


17 




providing from the workplace resources office to that user, contact information 


18 




which allows that user to immediately and directly contact a specialist with 


19 




expertise specific to their unique workplace issues and who is not one of the 


20 




workplace resources office personnel in order to establish a communication 


21 




session during which the specialist provides assistance on a specific workplace 


22 




issue to that user wherein, during each communication session, the specialist 


23 




receives user identifying information from that user, uses the received identifying 


24 




information to access and retrieve user background information for that user from 


25 




the database via the network, which information was previously stored in step (c), 


26 




and combines the background information with their specific expertise and any 


27 




additional or corrected information provided by the user to provide specific, live 


28 




assistance to the user concerning the specific and unique workplace issues; and 


29 


(e) 


storing in the database over the network information concerning each 


30 




communication session including the unique and specific advice provided to that 
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31 user by the specialist and adding the unique and specific stored communication 

32 session information to the user background information for that user. 

1 2. The method of claim 1 wherein the communication session is a telephone call. 

1 3. The method of claim 1 wherein the communication session is an e-mail message. 

1 6. The method of claim 1 wherein the network is the Internet. 

1 7. The method of claim 1 wherein the user identifying information is a unique personal ID 

2 code. 

1 8. The method of claim 7 wherein the workplace resources office assigns the personal ID 

2 code to each of the plurality of users. 

1 9. The method of claim 1 wherein step (b) comprises: 

2 (b3) establishing a web site connected to the database by the Internet; and 

3 (b4) using the web site to collect the background information from each of the plurality 

4 of users. 

1 10. The method of claim 9 wherein the web site assigns a personal ID code to each of the 

2 plurality of users. 

1 11. The method of claim 1 wherein the specialist is connected to the database via the 

2 Internet and wherein in step (d) the specialist obtains the user identifying information 

3 verbally from the user, enters the user identifying information into the database via a 

4 web interface and receives the user background information via a web browser. 

1 12. The method of claim 1 wherein in step (e) the specialist assigns the communication 

2 session information to one of a plurality of predefined categories and the assigned 

3 category is stored with the communication session information and the user background 

4 information. 
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1 13. The method of claim 12 further comprising: 

2 (f) performing a query on information in the database, generating a report from the 

3 query and providing the report to the organization. 

1 14. The method of claim 13 wherein the query is performed on category information in the 

2 database. 

1 15. The method of claim 1 further comprising: 

2 (g) using a workplace resources office to generate a templated web site that is 

3 accessible by the plurality of users via the Internet. 

1 16. The method of claim 15 further comprising: 

2 (h) publishing workplace issue information on the templated web site by sending the 

3 workplace issue information from the database to the templated web site. 

1 17. Apparatus for managing workplace services provided by specialists to a plurality of users 

2 who are members of an organization by means of a computer system having a memory 

3 and connected to a network, the apparatus comprising: 

4 upon a request from the organization, a mechanism that uses personnel in a 

5 workplace resources office who are familiar with the workplace services, but are not the 

6 specialists to contact the plurality of users and to obtain background information for the 

7 plurality of users and the organization; 

8 a database created in the computer system memory, the database containing, for 

9 each of the plurality of users, user background information and user identifying 

10 information unique and specific to each user; 

1 1 a mechanism that connects the workplace resources office to the computer 

12 system and the database via the network in order to store the background information 

13 for the plurality of users and the organization obtained by the workplace resources office 

14 in the database before a user contacts a specialist; 

15 a communication mechanism operable before one of the plurality of users 

1 6 attempts to obtain specific assistance with any issue unique to their workplace that, 

17 based on the background information, provides from the workplace resources office to 

18 that user, contact information which allows that user to immediately and directly contact 
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19 a specialist with expertise specific to their unique workplace issues and who is not one of 

20 the workplace resources office personnel in order to establish a communication session 

21 during which the specialist provides assistance on a specific workplace issue to that user 

22 wherein, during each communication session, the specialist receives user identifying 

23 information from that user, uses the received identifying information to access and 

24 retrieve client background information for that user from the database via the network, 

25 which information was previously stored by the mechanism that connects the workplace 

26 resources office to the computer system and the database, and combines the 

27 background information with their specific expertise and any additional or corrected 

28 information provided by the user to provide specific, live assistance to the user 

29 concerning the specific and unique workplace issues; and 

30 a knowledge management system that, under control of the specialist, stores in 

31 the database over the network information concerning each communication session 

32 including the unique and specific advice provided to that user by the specialist and adds 

33 the unique and specific stored communication session information to the user 

34 background information for that user. 

1 18. The apparatus of claim 17 wherein the communication session is a telephone call. 

1 19. The apparatus of claim 17 wherein the communication session is an e-mail message. 

1 22. The apparatus of claim 17 wherein the network is the Internet. 

1 23. The apparatus of claim 17 wherein the user identifying information is a unique personal 

2 ID code. 

1 24. The apparatus of claim 23 wherein the workplace resources office assigns the personal 

2 ID code to each of the plurality of users. 

1 25. The apparatus of claim 17 further comprising: 

2 a web site connected to the database by the Internet; and 

3 a mechanism that connects each of the plurality of users to the web site in order 

4 to collect the background information from each of the plurality of users. 
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1 26. The apparatus of claim 25 wherein the web site assigns a personal ID code to each of 

2 the plurality of users. 

1 27. The apparatus of claim 17 further comprising a web interface connecting the specialist to 

2 the database via the Internet so that the specialist obtains the user identifying 

3 information verbally from the user, enters the user identifying information into the 

4 database via a web interface and receives the user background information via a web 

5 browser. 

1 28. The apparatus of claim 17 wherein the specialist uses the knowledge management 

2 system to assign the communication session information to one of a plurality of 

3 predefined categories and to store the assigned category with the communication 

4 session information and the user background information. 

1 29. The apparatus of claim 28 further comprising: 

2 a mechanism that performs a query on information in the database, generates a 

3 report from the query and provides the report to the organization. 

1 30. The apparatus of claim 29 wherein the query is performed on category information in the 

2 database. 

1 31 . The apparatus of claim 1 7 further comprising: 

2 a publication mechanism that generates a templated web site that is accessible 

3 by the plurality of users via the Internet. 

1 32. The apparatus of claim 31 wherein the publication mechanism publishes workplace 

2 issue information on the templated web site by sending the workplace issue information 

3 from the database to the templated web site. 

1 33. A computer program product for managing workplace services provided by specialists to 

2 a plurality of users who are members of an organization by means of a computer system 

3 having a memory and connected to a network, and wherein upon a request from the 
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4 organization, personnel who are familiar with the workplace services, but are not the 

5 specialists in a workplace resources office contact the plurality of users to obtain 

6 background information for the plurality of users and the organization, the computer 

7 program product comprising a computer usable medium having computer readable 

8 program code thereon, including: 

9 program code for creating a database in the computer system memory, the 

10 database containing, for each of the plurality of users, user background information and 

1 1 user identifying information unique and specific to each user; 

12 program code for connecting the workplace resources office to the computer 

13 system and the database via the network in order to store the background information 

14 for the plurality of users and the organization obtained by the workplace resources office 

15 in the database before a user contacts a specialist; 

16 program code operable before one of the plurality of users attempts to obtain 

1 7 specific assistance with any issue unique to their workplace and based on the 

18 background information, for providing from the workplace resources office to that user, 

19 contact information which allows that user to immediately and directly contact a 

20 specialist with expertise specific to their unique workplace issues and who is not one of 

21 the workplace resources office personnel in order to establish a communication session 

22 during which the specialist provides assistance on a specific workplace issue to that user 

23 wherein, during each communication session, the specialist receives user identifying 

24 information from that user, uses the received identifying information to access and 

25 retrieve user background information for that user from the database via the network, 

26 which information was previously stored by the program code for connecting the 

27 workplace resources office to the computer system and the database, and combines the 

28 background information with their specific expertise and any additional or corrected 

29 information provided by the user to provide specific, live assistance to the user 

30 concerning the specific and unique workplace issues; and 

31 program code storing in the database information concerning each 

32 communication session including the unique and specific advice provided to a user by 

33 the specialist and adding the unique and specific stored communication session 

34 information to the user background information for the user. 
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1 34. The computer program product of claim 33 wherein the communication session is a 

2 telephone call. 

1 35. The computer program product of claim 33 wherein the communication session is an e- 

2 mail message. 

1 38. The computer program product of claim 33 wherein the network is the Internet. 

1 40. The method of claim 1 wherein the workplace resources office is not part of the 

2 organization. 

1 41 . The method of claim 1 wherein the specialist is not part of the organization. 

1 42. The apparatus of claim 17 wherein the workplace resources office is not part of the 

2 organization. 

1 43. The method of claim 1 7 wherein the specialist is not part of the organization. 

1 44. The computer program product of claim 33 wherein the workplace resources office is not 

2 part of the organization. 

1 45. The computer program product of claim 33 wherein the specialist is not part of the 

2 organization. 

1 48. A method for managing legal advice and counseling provided by legal experts to a 

2 plurality of contact people who are members of an organization by means of a computer 

3 system having a memory and connected to the internet, the method comprising: 

4 (a) upon a request from the organization, using personnel in a workplace resources 

5 office who are familiar with the legal advice and counseling, but are not the legal 

6 experts to personally contact the plurality of contact people and the organization 

7 to obtain background information for the plurality of contact people and the 

8 organization; 
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9 (b) creating a centralized database in the computer system memory, the database 

10 containing, for each of the plurality of contact people, contact background 

1 1 information and contact identifying information unique and specific to each 

12 contact person; 

13 (c) connecting the workplace resources office to the computer system and the 

14 database via the internet in order to store the background information for the 

15 plurality of contact people and the organization obtained by the workplace 

16 resources office personnel in the database before a contact person contacts a 

17 legal expert; 

18 (d) before one of the plurality of contact persons attempts to obtain specific 

1 9 assistance with any issue unique to their workplace and based on the 

20 background information, providing from the workplace resources office to that 

21 contact person, contact information which allows that contact person to 

22 immediately and directly contact a legal expert with expertise specific to their 

23 unique workplace issues and who is not one of the workplace resources office 

24 personnel in order to establish a communication session during which the legal 

25 expert provides advice on a specific legal issue to that contact person wherein, 

26 during each communication session, the legal expert receives contact identifying 

27 information from that contact person, uses the received identifying information to 

28 access and retrieve contact background information for that contact person and 

29 for the organization from the database via the internet, which information was 

30 previously stored in step (c), and combines the background information with their 

31 specific expertise and any additional or corrected information provided by the 

32 user to provide specific, live advice to the contact person concerning the specific 

33 and unique legal issues; and 

34 (e) storing in the database over the network information concerning each 

35 communication session including the unique and specific advice provided to that 

36 contact person by the legal expert and adding the unique and specific stored 

37 communication session information to the user background information for that 

38 contact person and the organization. 

1 49. The method of claim 48 wherein an insurer contracts with the workplace resources office 

2 and the organization is an insured of the insurer. 
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1 50. The method of claim 48 wherein the legal experts are associated with the workplace 

2 resources office. 

1 51 . The method of claim 48 wherein the contact people are employees of the organization. 

1 52. The method of claim 48 further comprising: 

2 (f) performing a query on information in the database; 

3 (g) generating a report from the query; and 

4 (h) generating a templated web site that is based on the report and is accessible by 

5 the plurality of contact people via the Internet. 

1 53. The method of claim 1 further comprising: 

2 (f) after a communication session between a user and the specialist, sending a 

3 follow-up message from the specialist to that user to inquire whether the 

4 assistance provided by the specialist answered a question posed by that user. 

1 54. The apparatus of claim 17 further comprising means operable after a communication 

2 session between a user and the specialist, for sending a follow-up message from the 

3 specialist to that user to inquire whether the assistance provided by the specialist 

4 answered a question posed by that user. 

1 55. The computer program product of claim 33 further comprising program code operable 

2 after a communication session between a user and the specialist, for sending a follow-up 

3 message from the specialist to that user to inquire whether the assistance provided by 

4 the specialist answered a question posed by that user. 

1 56. The method of claim 48 further comprising: 

2 (f) after a communication session between a contact person and the legal expert, 

3 sending a follow-up message from the legal expert to that contact person to 

4 inquire whether the assistance provided by the legal expert answered a question 

5 posed by that contact person. 
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IX EVIDENCE APPENDIX (37 C.F.R. §41.37(c)(1)(ix) 



the workplace H E LP L I N E* 



United States 
Patent & Trademark Office 

Uexiiiiiina* * ' I 



First... who Is HELPLINE? 

* No:=--I*. oil)) J i! V. - !■;;■*;;:■.. h;f- k^.i is: Uv I in;i!:d.;! 

^r\k^ ;si\. "b^ill isHo" ci-m onoo r-io.li-.a-! :>■: pr-tv^'M- ^ ■ !!J4; ' V ' 

Our cmv rum potencies aiv pro* klins: 

.\ ' '"iC ^'-p ' SOll:t:On t\*. I 'IV 1 * <h : :\ i'i I At ■ M' *i\ ^. \-.-.-'C 

5 V:U\uj J.iS:: k--s vMjilni! to ; i-!;:?iv,);!l ^nLo. 

^^^^^^^^^^^^^^^^^^^^ 

•Insurance Services Oft'ice 



•US H\4. 

•> TA \|m«ia! i^RG- 
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the workplace HELPLINE S: 
Our Mission 

To help utw/nanicu association mcnihen and 
or\iamzaii<m\ no mailer what their .size, meet 
their v wart place eha/iei?stc> hy 
pruvHftng Advice ami ( 'otmscl with 
hnptt tyment A Nome] 

HE!, P is just a phone cull or click of the 
button away! 



What are 
HELPLINES current Services? 



* j'lvmium ncce— to \Y\:\\'\ INI c;;;pl^yn^n= Un\ 
.•Ulo-nev. s«i pi \ a idc lit ;iir;\^r:i pn\--ik' v.nsnpasn 

puhllC -CCIO;- ciUU\ J ili-s ;-j ifWM ^ yM.7/i*..' 
llmn;Mi kcs<»u:>:c ;:!:■! j "s 5: n1^> incnl bs\ qiii: ->i sons. 

« HFJ.nJSIl gh\*> tOh-ttmmtt'ii II R »W 

employment law legal tufcice. no one efae Joes" 
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Components of HELPLINE'S USPTO 
Application <£ Commercial Success? 



Personnel from Workplace Resources Office 

1 )mabase ' I'eehnoloijy 

Seamless access to Specialist l\\pcns 



Facts about HELPLINE'S 
current clients. . . 

Include thousands of governmental organ izations. 
private sector, non-profit and employing 300,000 
HELPLINE client companies range from less than 
10 employees to more than 5.000... reinforcing that 
all sizes of organizations use these services (from 
more than 15 To 30 times the Industry standard) 
86% are internet connected and 75% of the 
questions come in from insureds via (he internet 
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HELPLINE Services (Each Company) 



('nm\mwim liu-lmk-d x\ith hitch </<>m;m»>: 
I rrh;!tf~i^-.i?uS< «l Oti-ihif- k«.-v>m-oi- Ss.ifss>» 

i !»p^nt-ntx !iu-hi<3vU Inr sis*- S-'in-.siKhii S? s^sc*^ ( Vmipasiy- 



uritir\&. \<^f!WvV v-jwutfon 



T ha i do the Personnel from the 

workplace resources office do? 

^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^ 

Corniest them to the expeits ( attorneys if they hsve questions 
Follow-up with an immediate summary e-mail conikming the 
services ar-d their access points 
» A month later, reminder U-tu-ra f private branded to the h'inaric-u-il 

arc sent 

W" """"" |Jili||p|||i f li§ ::: ihd ' : :||htihiM 
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Let's fake a look at one example of 
how these methods, this technology 

and resources are deployed!! 

...and how they all work together to 
cieatc commercial success 5 



i 



f? e < private broml (>r ro-bronJ the v:V miti these w'iees to the 
elictu {htsttrer. Vayroll {.ompmry. Ihntk. Vithlhhit. Software 
Company) strengthening their value proposition without the 
responsibility or liability of providing the service! 
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* I'Uis i\ the uwr\ houw p*is>t thai ^•curt'ly ssor< r s id! mll\. i'-ntmi* 
and i-i'\potisi'\ hy \p<fi.-i t sii\i^ This ;'v the docnsucstuinois shut ///«'■ 
Ctis; coiitimt<>u\ly revh'i'' 

•Thin home page has other resource and contact mformation! 




i>f all rapt fUK for lll'.i.i'frotu a\,>t<c ioaw ^ 'm She website;, i \cr\ 
can he coime.ctsd to multiple types of experts in one place to answer 
their specific questions with specific answers, a 360° solution! 
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Sow what happens on the 
"Specialists Expert side" 1 of the 
Database to answer a User's 
question? 



■ 




Lpsicin. Becker & Green PC 

* 375 attorneys and 1 1 offices across United States 
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How do specialists answers user's 

specific questions, not canned 
responses or from an "escalator}? 
database of prepackaged Q & A ? 

* Step 1 : Login to Database & view Incomplete falls/Emails 

* Step 2x Make Pending if in proem, but waiting cm call back, 

* Step 3; View Warnings, Data, & Previous Questions. Insert 

* Step 4t Add a Question 

* Step 5: Access Response Wizard including tagging the »ues 
raised in the question and providing a specific answer to the 
User's question 

* Step 6: Sending the response including Did we amwer your 
question capability to prov ide a closed loop for the user to get. their 
question mis v, creJ . 
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We can post sample policies and content here from the. muster 
client as well, combining content and access to expertise! 



(. 'ommerchtl Successes of 
HELPU\E\ Method <£ Technology? 



* High utilization rates 

* Reduction in insurance claims costs 

* Real timedmu mining foi decision making 

* Dm inu down the cost of professional sen ices 
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First Commercial Success, 
Utilization! 

* I low is it defined? 

*Whai is die inclusln standard? 

•What has been our success? 
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Let's look at success as defined by actual 
usage, not "eyeballs" on a website! 

numicip-.iliiic » in ihe MkKum: 

* CunuHah \ c uhi:/:U:on is 89%. rcpivsc:Hii^ :xam 
Mi limes H-c ii:Jii^tr\ ^amknJ of ie;-. lli;m 

* i a ^ \ear period u^ct eaUcl. c-m.-iilcJ. ahd 
iVijlitslc.l spccillc hdp Irmn i I!-! PI IN! ' :ui -;\cr;iuc 



Other Utilization Successes,, 



1 ;:-;»'MXH!S -*rr\ ill:.: 1vlii.MOU*» illsfilUl ioils C.tCh 

* \u m^u.ince ph^rum ->or\ij!-j the non-profit 
sector n:tli«MwilK cNcceds Su'\, ultli/alion 

* ,\ recent Poo! m/u liiu yoxenttuent e?MUk- ui-.t 
h-nidicd ;n jw\<: jOio hid over uhh <--Hie<n 
the Mrs: nu>]:ii!' 



Why is the successful use of 
HELPLINE services he important? 

* ! he ihc c-^iipam </;;IK the iiH'iv Pfo:!«;ii\v 
\hc\ beeon=e ;:nJ she k-tkr the) a;e as 

risk leadin;.: !.' hmos h>-^.s :nui a utv.ilcr 
marl- duly buuuhne hopavi j^r Ihc nuance i 

* The result., setentlon <;j bene? in -he 
ilnaneial .-.ci\k\. iv»mp;nis \ bo<4. of biasness: 
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Second commercial success,. 



Reduction in claim? cost?, hinges on 
success in mili/aiion! 



A 50% reduction m "loss costs"? 

\ tiid v\c li^Ui'c ihal oul- 

* \\ c wMk<.d d-:>scK willi :W i ;n.Uii;i:s! Service:. 

* V\\ o\c:Li\cd-l \ea;-. * > = ' acuus) call Jala 

* \\ v* ijx-n lux; oilK i»to vlisiii^ h\ looking ai ihc 
actual da::rw issues, the sc ported wai and yctu.'sl 

* //*,"» ^ii'tifcr iitn.'t >\\hu n.r t » *\t> <>ni\ j<>r 

if him- wh-i iiL-ii < hum* // 'Inht 'i i/i< ituk .'Av S S' J .,■ 
)'.hn uwJ </,v ^crvi-.cs <K JiJft i file ■-.(a in 
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Total Projected Savings from 
HELPLINE intervention over the 4 
year study period for just one client... 

Prc\ Ciilati% c sn\ ines. .S l.85?JtfM 

Froaci i \ c Sa \ 1 1 tgs ■ 2 t 2~tK805 
Total Projected \avitigs: S4 t 1 2 \ 805 

Fees io HELPLINE: {$ ?23.950) 

Total Net wW/i# v; iSJ03J55 
Return on Investment: 470% over 4 years - 117%/yr 

How does HELPLINE success compare to the industry... 
A romguiriitivr mod el! 

in tin wr\ HtaHiUint L»\s drntrol. 

i i :<-'!!!■'!!( ' '-.ri\\,->- \< >■<»:>.- C. !:<:!=!■■:•* ;:>-rs- r 
)'>-».-} ■ibui"!'- !<'■:!<• tii-t: <;-i:-- i : :i:s:- i ■ (Vl-ip il< s:s\ct K ^!i:JC> 

:.<■>.. 0--.-H: ,. 

.*» if'. X-.. •:.!.-<"«: ^ | <v ■■■■:>.! 

///;/./ V./ Y/-.\ htdtiury i.*itiliit% /./m i'tnttr**i: 

■: 5:!!i:!s ! :i-<(ii-i-< * S!'iM>>' \w::t:- 1 !.!:!:!•■:■ !>!■:!>.;' 

i'vii.s :>.*>,■ i :ifi.-,:||.-.l:i;a::- <■ i i ■.!.!'!!-.!' !\:-f:!!C! :■.>:: i; >::> V^ni^ 

J!'!"' --'■'■' : " - : : : S<>'« if.-Mci 

.'!■■-.. :•.'.=.<"!-= v.; 

FIELPiJ'XE has proven a greater than .Wo reduction in looses 
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Third Commercial Success., 



Real lime dam mining! 

Oiirthl.'i Sn baNol u\\r:-- :ksu;s: calls. e~?n;uis 
imJ so.juesK for help. :l ^ pj.\k-u\c 
i\^nin::!iics icadiiim om< Inr heip> a:ul 

C\Ci\ C^H C~!V:;: : | us^ci h\ fhv' c\|Vi1 
The Hie - ; ]sdcs i!li;^S: -l;\ C 

i:\;iinpiC'. =;] Hv e;sil J;si;s wilhou! ;v\ ■„.';! In v.? 
the Identifies oTihc u^cr^ 



% of Cifenfc foy Industry 



0.52% 

Construction 
7.Q5X 



Finance, Insurance, 
and Pea! Estate 
11.89% 
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% of Clients by Number of Employees 
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Top 3 Issues by Industry 



How this Real-Time/Dynamic 

Database Call Data is used? 



i»i.hi<hi!<; hi ivtui.Ni/i. Si< 'N \J<X <*h>U\ vie... 



i ! : .!>> . : ^. : - ■■ s > > - 1 , - !!! >• ' . . !> ;! ! , i 

^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^ 

t>ck;;U question.-, jjid Io:<> awlrol jtiulerijils to assis! iiie-ir mudx-liiiy 
efforts, co-brand -ft-tfh Associations 

"i lir«>t!rd I. »*\ i'<Hiti<>\ >-<>o3tjtR;<U'J tt ith C !.J»»N 

- f toss tefereuot ■ I • h , ■ 

(reactive) to formulate even more focused loss control ef !■ =; ■ . 
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Strategic Benefits success? 



iVffi h ■ ^i'v UVo i-s Siv,r-, 

I iSKinoin! 'Lr.ic*. v.\>iiip«i:<^ 'a;^ -J!i?s- lh?--u^h ■' 
Ssuvcv*; 7U"<> of ;h--^N f\s:o.i v.r\Lvx •! >--r ivH-r o! 

!;!„h;ih\>f O.'Hipi'isk- 

: 'iV.iiCS vlO- N-clh:!;: i-<thv,> p»0-.llivf <■ -V 

services)., .again over 75" o questions come in via 
website 



Fourth Commercial Success,., 

Dmin» down the cos! of professional son ices 
through HLLP1.JNLV 

* Relationship Management Business Method 

* Database Technology 

* Seamless access to Specialists' experts!! 
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HELPLINE'S Successes!! 



* The method and the undorh irui leehitologx is 
not ob\ ious. no one else in the I nned States 
is doing tiiis. thus ihc need for patent 
protection 

* Based upon these 4 commercial successes 
preuousU outlined. HELPLINE expects to 
triple m business from .?U05 to ?JH)6M 



..-liir Questions? 
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